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Transformasi dalam pendidikan negara, persekitaran pendidikan yang bersifat dinamik 
dan kemampuan sumber yang terhad tidak membolehkan sekolah berfungsi dengan 
berkesan sekiranya guru bekerja sekadar memenuhi tugasan hakiki mereka sahaja.  
Oleh itu, sektor pendidikan sangat bergantung kepada guru yang sanggup 
mempamerkan OCB iaitu gelagat budi bicara yang melangkaui tugas hakiki mereka.  
Secara khususnya, kajian ini bertujuan untuk menyiasat pengaruh kepimpinan servant, 
personaliti proaktif, dan ciri sosial reka bentuk kerja terhadap gelagat 
kewarganegaraan organisasi.  Kajian ini turut meneroka kesan pengantaraan ciri sosial 
reka bentuk kerja terhadap hubungan antara kepimpinan servant dan personaliti 
proaktif dengan gelagat kewarganegaraan organisasi. Teori pertukaran sosial dan 
pendekatan relasional digunakan bagi menjelaskan hubung kait setiap pemboleh ubah 
dalam model konseptual kajian.  Dalam kajian ini, sejumlah 610 soal selidik telah 
diagihkan kepada guru-guru sekolah menengah kerajaan di Perlis, Kedah, Pulau 
Pinang dan Perak. Daripada jumlah tersebut, hanya 466 sampel digunakan untuk 
tujuan analisis.  Teknik Partial Least Squares-Structural Equation Modeling (PLS-
SEM) digunakan untuk menganalisis hubungan langsung dan tidak langsung antara 
pemboleh ubah-pemboleh ubah kajian.  Keputusan kajian mendapati personaliti 
proaktif dan ciri sosial reka bentuk kerja mempunyai pengaruh secara langsung yang 
positif dan signifikan dengan gelagat kewarganegaraan organisasi. Tambahan pula, 
kepimpinan servant mempengaruhi gelagat kewarganegaraan organisasi secara tidak 
langsung melalui pengantaraan penuh ciri sosial reka bentuk kerja.  Sebaliknya, ciri 
sosial reka bentuk kerja mengantara secara separa bagi hubungan personaliti proaktif 
dan gelagat kewarganegaraan organisasi.  Oleh itu, dapatan kajian ini mencadangkan 
agar pemimpin sekolah dan pembuat dasar pendidikan menekankan kepada amalan 
gaya kepimpinan servant dalam kalangan pengetua, membangunkan ciri sosial reka 
bentuk kerja di sekolah dan menggalakkan guru supaya lebih proaktif untuk 
meningkatkan gelagat kewarganegaraan organisasi.  Akhir sekali, implikasi teoritikal 
dan praktikal, limitasi, dan cadangan kajian lanjutan turut dibincangkan.  
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Transformation in the national education, a dynamic education environment, and 
limited resource capability do not allow schools to function effectively if teachers are 
solely working on their own tasks. Hence, the educational sector greatly depends on 
teachers who are willing to exhibit OCB which is discretionary behaviour beyond their 
own tasks. Particularly, this study aims to investigate the influence of servant 
leadership, proactive personality, and social job design characteristics towards 
organizational citizenship behaviour. This study also explores the mediating effect of 
social job design characteristics towards the relationship between servant leadership 
and proactive personality with organisational citizenship behaviour. The theory of 
social exchange and relational approach were used to explain the relationship of each 
variables in the research conceptual model. In this research, a total of 610 
questionnaires were distributed to the public secondary school teachers at Perlis, 
Kedah, Penang and Perak. From the total, only 466 samples were used for analysis 
purpose. Partial Least Squares-Structural Equation Modeling (PLS-SEM) techniques 
was employed to analyse the direct and indirect relationships between the variables. 
The result revealed that proactive personality and social job design characteristics have 
a positive and significant direct influence towards organisational citizenship 
behaviour. Furthermore, servant leadership influences the organisational citizenship 
behaviour indirectly through full mediation of social job design characteristics. On the 
contrary, social job design characteristics partially mediated the relationship of 
proactive personality and organisational citizenship behaviour. Therefore, the findings 
suggested that the school leaders and policy makers to emphasise on the servant 
leadership practice among the principals, to develop the social job design 
characteristics in schools and to encourage teachers to be more proactive in improving 
the organisational citizenship behaviour. Finally, theoretical and practical 
implications, limitation, and suggestion for future research were also discussed.  
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Bab ini dimulakan dengan perbincangan berkaitan latar belakang kajian, kajian awal 
dan diikuti dengan permasalahan kajian.  Seterusnya, bab ini menerangkan tentang 
soalan kajian dan objektif kajian.  Bab ini juga turut mengupas berkaitan kepentingan 
kajian, skop kajian dan definisi terma kajian.  Bab ini diakhiri dengan susun atur bab 
yang terkandung dalam tesis. 
1.2 Latar Belakang Kajian 
Cabaran persekitaran yang tidak menentu dan sentiasa berubah menyebabkan 
organisasi lebih bergantung kepada pekerja sebagai sumber untuk memperolehi 
kelebihan daya saing.  Organisasi tidak lagi berminat kepada pekerja yang hanya ingin 
mengekalkan keahlian sahaja.  Sebaliknya, organisasi mencari kategori pekerja yang 
sanggup melakukan tugas melangkaui tugas hakiki mereka atau disebut sebagai 
gelagat budi bicara (Organ, 1990).  Pekerja yang sentiasa mempamerkan gelagat budi 
bicara dapat memenuhi tuntutan dan jangkaan pihak berkepentingan yang kompleks 
dan pelbagai.  Tambahan pula, gelagat budi bicara yang ditunjukkan oleh pekerja 
secara kolektif dapat menyumbang kepada keberkesanan sesebuah organisasi (Organ, 
2018; Podsakoff, Whiting, Podsakoff, & Blume, 2009).   
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I would seek help from my principal if I had a personal problem. 
My principal cares about my personal well-being. 
My principal takes time to talk to me on a personal level. 
My principal can recognize when I'm down without asking me. 
 
Creating value for the community: 
My principal emphasizes the importance of giving back to the community. 
My principal is always interested in helping people in our community. 
My principal is involved in community activities. 
I am encouraged by my principal to volunteer in the community. 
 
Conceptual skills: 
My principal can tell if something is going wrong. 
My principal is able to effectively think through complex problems. 
My principal has a thorough understanding of our organization and its goals. 
My principal can solve work problems with new or creative ideas. 
 
Empowering: 
My principal gives me the responsibility to make important decisions about my job. 
My principal encourages me to handle important work decisions on my own. 
My principal gives me the freedom to handle difficult situations in the way that I 
feel is best. 
When I have to make an important decision at work, I do not have to consult my 
principal first. 
 
Helping subordinates grow and succeed: 
My principal makes my career development a priority. 
My principal is interested in making sure that I achieve my career goals. 
My principal provides me with work experiences that enable me to develop new 
skills. 
My principal wants to know about my career goals. 
 
Putting subordinates first: 
My principal seems to care more about my success than his/her own. 
My principal puts my best interests ahead of his/her own. 
My principal sacrifices his/her own interests to meet my needs. 
My principal does what she/he can do to make my job easier. 
 
Behaving ethically: 
My principal holds high ethical standards. 
My principal is always honest. 
My principal would not compromise ethical principles in order to achieve success. 
My principal values honesty more than profits. 
 
Direction setting: 
Gives staff a sense of overall purpose. 





Provides useful assistance to you in setting short-term goals for teaching and 
learning. 
Demonstrates high expectations for your work with students. 
 
Developing people: 
Gives you individual support to help you improve your teaching practices. 
Encourages you to consider new ideas for your teaching. 
Models a high level of professional practice. 
Develops an atmosphere of caring and trust. 
Promotes leadership development among teachers. 
 
Redesigning the organization: 
Encourages collaborative work among staff. 
Ensures wide participation in decisions about school improvement. 
Engages parents in the school’s improvement efforts. 
Is effective in building community support for the school’s improvement efforts. 
 
Improving the instructional program: 
Provides or locates resources to help staff improve their teaching. 
Regularly observes classroom activities. 
After observing classroom activities, works with teachers to improve their teaching. 
Frequently discusses educational issues with you. 
Buffers teachers from distractions to their instruction. 
Encourages you to use data in your work. 
Encourages data use in planning for individual student needs. 
 
I am constantly on the lookout for new ways to improve my life. 
Wherever I have been, I have been a powerful force for constructive change. 
Nothing is more exciting than seeing my ideas turn into reality. 
If I see something I don’t like, I fix it. 
No matter what the odds, if I believe in something I will make it happen. 
I love being a champion for my ideas, even against others’ opposition. 
I excel at identifying opportunities. 
I am always looking for better ways to do things. 
If I believe in an idea, no obstacle will prevent me from making it happen. 
I can spot a good opportunity long before others can. 
 
I have the opportunity to develop close friendships in my job. 
I have the chance in my job to get to know other people. 
I have the opportunity to meet with others in my work. 
My principal is concerned about the welfare of the people that work for him/her. 
People I work with take a personal interest in me. 
People I work with are friendly. 
The job requires me to accomplish my job before others complete their job. 
Other jobs depend directly on my job. 
Unless my job gets done, other jobs cannot be completed. 
The job activities are greatly affected by the work of other people. 





My job cannot be done unless others do their work. 
The job requires spending a great deal of time with people outside my school. 
The job involves interaction with people who are not members of my school. 
On the job, I frequently communicate with people who do not work for the same 
school as I do. 
The job involves a great deal of interaction with people outside my school. 
I receive a great deal of information from my principal and colleagues about my job 
performance. 
Other people in the school, such as principal and colleagues, provide information 
about the effectiveness (e.g., quality and quantity) of my job performance. 
I receive feedback on my performance from other people in my school (such as my 
principal or colleagues). 
 
Organizational citizenship behavior: 
I help students on my own time. 
I waste a lot of class time. 
I voluntarily help new teachers. 
I volunteer to serve on new committees. 
I volunteer to sponsor extracurricular activities. 
I arrive to work and meetings on time. 
I take the initiative to introduce myself to substitutes and assist them. 
I begin class promptly and use class time effectively. 
I give colleagues advanced notice of changes in schedule or routine. 
I give an excessive amount of busy work. 
My committee in this school works productively. 















KAJIAN GELAGAT KEWARGANEGARAAN ORGANISASI DALAM 




Kajian ini bertujuan untuk mengetahui sejauh mana gaya kepimpinan pengetua, 
personaliti guru dan ciri-ciri sosial reka bentuk kerja dapat mempengaruhi gelagat 
kewarganegaraan organisasi dalam kalangan guru di Malaysia. 
 
Saya sangat berterima kasih sekiranya tuan/puan dapat meluangkan masa 15 minit 
untuk melengkapkan soal selidik ini.  Kesemua maklumat yang diberikan hanya akan 
digunakan bagi tujuan penyelidikan semata-mata.   
 





















GELAGAT KEWARGANEGARAAN ORGANISASI 
 
ARAHAN:  Bahagian ini mengukur sejauh mana gelagat kewarganegaraan organisasi 
dalam kalangan guru.  Sila bulatkan nombor yang paling tepat menerangkan gelagat 





















































1 Saya menolong pelajar pada masa lapang 
saya. 1 2 3 4 5 6 7 
2 Saya banyak membazir waktu kelas.  1 2 3 4 5 6 7 
3 Saya membantu guru baharu dengan 
sukarela. 1 2 3 4 5 6 7 
4 Saya sukarela berkhidmat dalam 
jawatankuasa baharu.  1 2 3 4 5 6 7 
5 Saya sukarela menaja aktiviti 
kokurikulum.  1 2 3 4 5 6 7 
6 Saya tiba di sekolah tepat pada masanya. 1 2 3 4 5 6 7 
7 Saya hadir di mesyuarat tepat pada 
masanya. 1 2 3 4 5 6 7 
8 Saya mengambil inisiatif untuk 
memperkenalkan diri saya kepada guru 
ganti dan membantu mereka.  1 2 3 4 5 6 7 
9 Saya memulakan kelas dengan segera.  1 2 3 4 5 6 7 
10 Saya menggunakan waktu kelas dengan 
























































11 Saya memberi notis lebih awal tentang 
sebarang perubahan dalam jadual atau 
aktiviti kepada rakan sekerja saya. 1 2 3 4 5 6 7 
12 Saya memberi tugasan remeh yang 
berlebihan.  1 2 3 4 5 6 7 
13 Jawatankuasa yang saya sertai dalam 
sekolah ini berfungsi secara produktif.  1 2 3 4 5 6 7 
14 Saya memberi cadangan yang inovatif 
untuk meningkatkan kualiti sekolah ini 
secara keseluruhannya.  


































REKA BENTUK KERJA 
 
ARAHAN:  Bahagian ini mengandungi pernyataan yang berkaitan dengan aspek sosial 
dalam profesion keguruan.  Sila bulatkan nombor yang paling tepat menerangkan persepsi 





































1 Saya mempunyai peluang untuk membina hubungan 
persahabatan yang erat dalam kerja saya. 1 2 3 4 5 
2 Pengetua saya mengambil berat tentang kebajikan 
orang yang bekerja dengannya. 1 2 3 4 5 
3 Kerja saya memerlukan saya menghabiskan banyak 
masa dengan orang di luar sekolah saya. 1 2 3 4 5 
4 Saya menerima banyak maklum balas daripada 
pengetua dan rakan sekerja saya tentang prestasi kerja 
saya. 
1 2 3 4 5 
5 Saya mempunyai peluang untuk mengenali orang lain 
dalam kerja saya.  1 2 3 4 5 
6 Orang yang bekerja dengan saya berminat mengambil 
tahu tentang diri saya. 1 2 3 4 5 
7 Kerja saya melibatkan interaksi dengan orang yang 
bukan warga sekolah ini. 1 2 3 4 5 
8 Orang lain di sekolah saya, seperti pengetua dan 
rakan sekerja saya, memberi maklum balas tentang 
keberkesanan (contohnya, kualiti dan kuantiti) 
prestasi kerja saya. 
1 2 3 4 5 
9 Saya mempunyai peluang untuk berjumpa dengan 
orang lain dalam kerja saya.  1 2 3 4 5 
10 Dalam menjalankan kerja saya, saya sering 
berkomunikasi dengan orang yang tidak bekerja di 








































11 Saya menerima maklum balas tentang prestasi saya 
daripada orang lain di sekolah (seperti pengetua atau 
rakan sekerja saya). 1 2 3 4 5 
12 Saya bekerja dengan orang yang peramah. 1 2 3 4 5 
13 Kerja saya melibatkan banyak interaksi dengan orang 


























ARAHAN:  Sila baca pernyataan berikut dan bulatkan nombor yang paling tepat 






































1 Pengetua saya boleh mengetahui jika ada sesuatu yang 
tidak kena berlaku. 1 2 3 4 5 
2 Pengetua saya menjadikan perkembangan kerjaya saya 
sebagai satu keutamaan. 1 2 3 4 5 
3 Saya akan meminta pertolongan daripada pengetua saya 
jika saya mempunyai masalah peribadi. 1 2 3 4 5 
4 Pengetua saya menekankan kepentingan memberi 
sumbangan kepada komuniti. 1 2 3 4 5 
5 Pengetua saya mengutamakan kepentingan saya 
berbanding kepentingannya sendiri. 
 
1 2 3 4 5 
6 Pengetua saya memberi kebebasan kepada saya untuk 
menangani situasi yang sukar dengan cara yang saya 
fikirkan paling wajar. 1 2 3 4 5 
7 Pengetua saya TIDAK akan menjejaskan prinsip etika 
















ARAHAN:  Pernyataan di bawah menunjukkan tahap persetujuan anda terhadap aspek 





































1 Saya sentiasa mencari cara baharu untuk 
memperbaiki kehidupan saya. 
 
1 2 3 4 5 
2 Di mana-mana saya pergi, saya menjadi 
penggerak kepada sesuatu perubahan yang 
membina.  
 
1 2 3 4 5 
3 Tiada yang lebih menarik daripada melihat idea 
saya menjadi realiti. 
  
1 2 3 4 5 
4 Jika saya melihat sesuatu yang saya tidak suka, 
saya akan memperbaikinya.  
 
1 2 3 4 5 
5 Tidak kira apa jua cabaran, jika saya percaya 
terhadap sesuatu, saya akan menjadikannya satu 
kenyataan.  
 
1 2 3 4 5 
6 Saya suka memperjuangkan idea saya, walaupun 
mendapat tentangan daripada orang lain. 
 
1 2 3 4 5 
7 Saya hebat dalam mengenal pasti peluang. 
 1 2 3 4 5 
8 Saya sentiasa mencari cara yang lebih baik untuk 
melakukan sesuatu. 1 2 3 4 5 
9 Jika saya percaya dengan sesuatu idea, tiada 
halangan yang akan menghalang saya daripada 
menjadikannya satu kenyataan.  
 
1 2 3 4 5 
10 Saya boleh melihat peluang yang baik sebelum 







BAHAGIAN E:  
MAKLUMAT DEMOGRAFI 
Bahagian ini menyoal mengenai maklumat diri dan pekerjaan anda. Maklumat ini akan 
dirahsiakan. Tandakan (/) dalam kotak yang berkenaan. 
 
1. Jantina:  Lelaki  Perempuan 
 
2. Umur:   
  
  Di bawah 31 tahun    41 - 45 tahun  
 
  31 - 35 tahun    Melebihi 45 tahun 
     
  36 - 40 tahun  
     
3. Bangsa:   
   Melayu 
 
   Cina 
 
   India 
 
   Lain-lain (nyatakan) ____________________ 
 
 
4. Taraf perkahwinan: 
 
  Bujang  Berkahwin         Ibu/Bapa Tunggal 
 
 
5. Kelulusan akademik tertinggi: 
  
  Sijil Perguruan   Ijazah Sarjana Muda 
 
  Diploma Perguruan  Ijazah Sarjana/Phd. 
 
6. Pengalaman mengajar:  
 
  Kurang 5 tahun   13 – 20 tahun    
     
  5 – 12 tahun   Melebihi 20 tahun 
 
 
7. Tempoh berkhidmat di sekolah ini:     
  
  2 - 5 tahun    16 – 20 tahun 
 
  6 – 10 tahun    20 tahun dan lebih 
 
  11 – 15 tahun 
 





8. Nyatakan jawatan yang disandang (jika ada): 
  
  Penolong Kanan 
 
  Ketua Bidang 
 
  Ketua Panitia 
 
  Guru Akademik Biasa 
 
 
9. Kategori sekolah:  
 
  Bandar   Luar bandar  
 
    
10. Jenis sekolah: 
 
  Sekolah Menengah Kebangsaan (SMK)  
 
  Sekolah Berasrama Penuh (SBP) 
 
  Sekolah Menengah Kebangsaan Agama (SMKA) 
  
  Sekolah Menengah Agama (SABK) 
 
  Sekolah Menengah Teknik/Vokasional/Kolej Vokasional 
 
 
11. Program sekolah (jika berkenaan): 
 
  Sekolah Kluster Kecemerlangan 
 
  Sekolah Berprestasi Tinggi 
 
  Sekolah Bestari 
 
  Sekolah Amanah 
   
Sekolah Harian Biasa 
 
















































































































Lampiran D : Keputusan Ujian Rintis 
 













CSRBK 0.868 0.879 0.895 0.448 
INTLO 0.913 0.914 0.939 0.793 
K-SERV 0.833 0.853 0.878 0.548 
MBOL 0.826 0.835 0.895 0.740 
OCB 0.877 0.884 0.903 0.510 
PP 0.914 0.918 0.928 0.566 
SS 0.745 0.805 0.835 0.565 
 
Pengiraan AVE, Kebolehpercayaan Komposit (Pc) dan Cronbach’s alpha bagi 
Konstruk CSRBK 
 
Pengiraan AVE dibuat dengan membahagikan jumlah nilai pekali laluan bagi setiap 
LOC bagi ciri sosial reka bentul kerja iaitu INTLO (0.812), SS (0.801) dan MBOL 






  CSRBK INTLO K-SERV MBOL OCB PP SS 
CSRBK   0.848   0.749 -0.151   0.798 
INTLO               
K-SERV 0.129       0.386     
MBOL               
OCB               
PP 0.513       0.541     
SS               
 
Average Variance Extracted (AVE) 
= (0.8482 + 0.7492 + 0.7982) / 3  
= 1.917 / 3 
= 0.639 
Kebolehpercayaan komposit (Pc) 
= (0.848 + 0.749 + 0.798)2 / [(0.848 + 0.749 + 0.798)2 + (1-0.8482) + (1-0.7492) + (1-
0.7982)]  
= 5.736 / (5.736 + 0.281 + 0.439 + 0.363) 
= 5.655 / 6.819 
= 0.829 
 
Pengiraan Cronbach’s alpha dibuat dengan menggunakan purata korelasi LOC.  
Nilai korelasi LOC diperolehi daripada latent variable correlations. 
 
Latent Variable Correlations 
  CSRBK INTLO K-SERV MBOL OCB PP SS 
CSRBK 1.000 0.848 0.308 0.749 0.269 0.558 0.798 
INTLO 0.848 1.000 0.084 0.457 -0.020 0.291 0.503 
K-SERV 0.308 0.084 1.000 0.415 0.528 0.349 0.275 
MBOL 0.749 0.457 0.415 1.000 0.296 0.437 0.422 





PP 0.558 0.291 0.349 0.437 0.591 1.000 0.632 




= [3 x (0.457 + 0.503 + 0.422) / 3] / [1 + (3 – 1) x (0.457 + 0.503 + 0.422) / 3]  
= (3 x 0.461) / [1 + 2(0.461)] 




  CSRBK INTLO K-SERV MBOL OCB PP SS 
INTLO1 0.771             
INTLO1   0.851           
INTLO2 0.758             
INTLO2   0.891           
INTLO3 0.713             
INTLO3   0.886           
INTLO4 0.776             
INTLO4   0.933           
MBOL1 0.602             
MBOL1       0.844       
MBOL2 0.726             
MBOL2       0.869       
MBOL3 0.588             
MBOL3       0.868       
OCB1         0.551     
OCB11         0.770     
OCB12         0.697     
OCB3         0.747     
OCB4         0.614     
OCB6         0.700     
OCB7         0.739     
OCB8         0.811     
OCB9         0.761     
PP1           0.688   





PP2           0.727   
PP3           0.702   
PP4           0.722   
PP5           0.807   
PP6           0.667   
PP7           0.817   
PP8           0.819   
PP9           0.741   
SERV1     0.779         
SERV2     0.765         
SERV4     0.580         
SERV5     0.690         
SERV6     0.778         
SERV7     0.824         
SS1 0.359             
SS1             0.566 
SS2 0.457             
SS2             0.721 
SS3 0.730             
SS3             0.852 
SS5 0.734             




Criterion        
        
  CSRBK INTLO 
K-
SERV 
MBOL OCB PP SS 
CSRBK 0.669             
INTLO 0.848 0.891           
K-SERV 0.308 0.084 0.740         
MBOL 0.749 0.457 0.415 0.860       
OCB 0.269 -0.020 0.528 0.296 0.714     
PP 0.558 0.291 0.349 0.437 0.591 0.752   
SS 0.798 0.503 0.275 0.422 0.410 0.632 0.752 
        
        
Cross Loadings        
        
  CSRBK INTLO 
K-
SERV 
MBOL OCB PP SS 
INTLO1 0.771 0.851 0.185 0.476 -0.029 0.296 0.473 
INTLO1 0.771 0.851 0.185 0.476 -0.029 0.296 0.473 
INTLO2 0.758 0.891 0.105 0.373 0.033 0.294 0.477 





INTLO3 0.713 0.886 -0.058 0.367 -0.073 0.167 0.391 
INTLO3 0.713 0.886 -0.058 0.367 -0.073 0.167 0.391 
INTLO4 0.776 0.933 0.058 0.409 -0.008 0.273 0.446 
INTLO4 0.776 0.933 0.058 0.409 -0.008 0.273 0.446 
MBOL1 0.602 0.351 0.423 0.844 0.152 0.284 0.326 
MBOL1 0.602 0.351 0.423 0.844 0.152 0.284 0.326 
MBOL2 0.726 0.485 0.329 0.869 0.330 0.423 0.448 
MBOL2 0.726 0.485 0.329 0.869 0.330 0.423 0.448 
MBOL3 0.588 0.325 0.325 0.868 0.269 0.412 0.296 
MBOL3 0.588 0.325 0.325 0.868 0.269 0.412 0.296 
OCB1 0.140 0.081 0.350 0.061 0.551 0.341 0.186 
OCB11 0.162 -0.115 0.482 0.250 0.770 0.423 0.301 
OCB12 0.368 0.139 0.293 0.402 0.697 0.587 0.381 
OCB3 0.185 -0.062 0.433 0.164 0.747 0.401 0.372 
OCB4 0.395 0.235 0.438 0.294 0.614 0.313 0.425 
OCB6 0.019 -0.183 0.312 0.106 0.700 0.348 0.160 
OCB7 0.203 0.020 0.384 0.224 0.739 0.411 0.264 
OCB8 0.036 -0.214 0.381 0.094 0.811 0.438 0.245 
OCB9 0.242 0.029 0.327 0.290 0.761 0.492 0.301 
PP1 0.302 0.054 0.375 0.242 0.530 0.688 0.451 
PP10 0.575 0.378 0.274 0.427 0.409 0.812 0.588 
PP2 0.474 0.298 0.313 0.369 0.426 0.727 0.485 
PP3 0.327 0.126 0.367 0.234 0.488 0.702 0.431 
PP4 0.309 0.130 0.271 0.237 0.391 0.722 0.380 
PP5 0.423 0.226 0.272 0.343 0.501 0.807 0.458 
PP6 0.393 0.244 0.035 0.360 0.314 0.667 0.361 
PP7 0.536 0.340 0.296 0.418 0.404 0.817 0.543 
PP8 0.339 0.076 0.320 0.252 0.590 0.819 0.512 
PP9 0.474 0.282 0.067 0.381 0.371 0.741 0.497 
SERV1 0.246 0.056 0.779 0.304 0.445 0.246 0.254 
SERV2 0.284 0.107 0.765 0.426 0.346 0.186 0.185 
SERV4 0.007 -0.129 0.580 0.117 0.368 0.196 0.052 
SERV5 0.333 0.219 0.690 0.323 0.245 0.208 0.267 
SERV6 0.244 0.090 0.778 0.319 0.370 0.343 0.201 
SERV7 0.224 0.018 0.824 0.324 0.527 0.345 0.229 
SS1 0.359 0.093 0.451 0.198 0.523 0.491 0.566 
SS1 0.359 0.093 0.451 0.198 0.523 0.491 0.566 
SS2 0.457 0.194 0.229 0.186 0.358 0.509 0.721 
SS2 0.457 0.194 0.229 0.186 0.358 0.509 0.721 
SS3 0.730 0.548 0.089 0.349 0.279 0.534 0.852 
SS3 0.730 0.548 0.089 0.349 0.279 0.534 0.852 
SS5 0.734 0.498 0.209 0.456 0.231 0.433 0.833 
SS5 0.734 0.498 0.209 0.456 0.231 0.433 0.833 
        






Ratio (HTMT)        
        
  CSRBK INTLO 
K-
SERV 
MBOL OCB PP SS 
CSRBK               
INTLO 0.941             
K-SERV 0.426 0.183           
MBOL 0.875 0.517 0.496         
OCB 0.441 0.198 0.612 0.343       
PP 0.635 0.313 0.396 0.497 0.654     
SS 0.962 0.536 0.417 0.495 0.573 0.787   
 
Confidence Intervals    
     
  Original Sample (O) Sample Mean (M) 2.5% 97.5% 
INTLO -> CSRBK 0.941 0.943 0.880 0.996 
K-SERV -> CSRBK 0.426 0.456 0.331 0.597 
K-SERV -> INTLO 0.183 0.225 0.141 0.337 
MBOL -> CSRBK 0.875 0.878 0.777 0.971 
MBOL -> INTLO 0.517 0.515 0.312 0.695 
MBOL -> K-SERV 0.496 0.495 0.273 0.706 
OCB -> CSRBK 0.441 0.481 0.366 0.610 
OCB -> INTLO 0.198 0.245 0.169 0.354 
OCB -> K-SERV 0.612 0.617 0.459 0.759 
OCB -> MBOL 0.343 0.380 0.221 0.606 
PP -> CSRBK 0.635 0.640 0.504 0.767 
PP -> INTLO 0.313 0.328 0.185 0.500 
PP -> K-SERV 0.396 0.421 0.288 0.568 
PP -> MBOL 0.497 0.500 0.321 0.683 
PP -> OCB 0.654 0.654 0.453 0.832 
SS -> CSRBK 0.962 0.972 0.894 1.052 
SS -> INTLO 0.536 0.551 0.390 0.718 
SS -> K-SERV 0.417 0.445 0.305 0.614 
SS -> MBOL 0.495 0.510 0.293 0.743 
SS -> OCB 0.573 0.587 0.395 0.782 











Lampiran E : Keputusan Ujian Levene Bukan Parametrik 
 
GET 
  FILE='C:\Users\asus\Dropbox\Data Analisis\Data Fieldwork PhD.sav'. 
DATASET NAME DataSet1 WINDOW=FRONT. 
 
SAVE OUTFILE='C:\Users\asus\Dropbox\Data Analisis\Data Ujian 
Levene_JSEK.sav' 
  /COMPRESSED. 
RANK VARIABLES=OCB (A) 
  /RANK 
  /PRINT=YES 

















Active Dataset DataSet1 
Filter <none> 
Weight <none> 
Split File <none> 
N of Rows in Working Data File 466 
Missing Value Handling 
Definition of Missing 
User-defined missing values are 
treated as missing. 
Cases Used All non-missing data are used. 
Syntax 
RANK VARIABLES=OCB (A) 
  /RANK 
  /PRINT=YES 
  /TIES=MEAN. 
Resources 
Processor Time 00:00:00.00 
Elapsed Time 00:00:00.00 













Source Variable Function New Variable Label 
OCBb Rank ROCB Rank of OCB 
a. Mean rank of tied values is used for ties. 




  /OUTFILE=* MODE=ADDVARIABLES 
  /BREAK=JSEK 
  /ROCB_mean_1=MEAN(ROCB). 
COMPUTE OCBjenisSEK=ABS(ROCB_mean_1 - ROCB). 
EXECUTE. 
ONEWAY OCBjenisSEK BY JSEK 

















Active Dataset DataSet1 
Filter <none> 
Weight <none> 
Split File <none> 
N of Rows in Working Data File 466 
Missing Value Handling 
Definition of Missing 
User-defined missing values are 
treated as missing. 
Cases Used 
Statistics for each analysis are 
based on cases with no missing 







ONEWAY OCBjenisSEK BY 
JSEK 
  /MISSING ANALYSIS. 
Resources 
Processor Time 00:00:00.00 
Elapsed Time 00:00:00.01 
 
 







 Sum of Squares df Mean Square F Sig. 
Between Groups 9893.118 4 2473.280 .546 .702 
Within Groups 2089610.384 461 4532.777   






  FILE='C:\Users\asus\Dropbox\Data Analisis\Data Fieldwork PhD.sav'. 
DATASET NAME DataSet1 WINDOW=FRONT. 
 
SAVE OUTFILE='C:\Users\asus\Dropbox\Data Analisis\Data Ujian 
Levene_KSEK.sav' 
  /COMPRESSED. 
RANK VARIABLES=OCB (A) 
  /RANK 
  /PRINT=YES 





















Active Dataset DataSet1 
Filter <none> 
Weight <none> 
Split File <none> 
N of Rows in Working Data File 466 
Missing Value Handling 
Definition of Missing 
User-defined missing values are 
treated as missing. 
Cases Used All non-missing data are used. 
Syntax 
RANK VARIABLES=OCB (A) 
  /RANK 
  /PRINT=YES 
  /TIES=MEAN. 
Resources 
Processor Time 00:00:00.02 
Elapsed Time 00:00:00.04 
Variables Created or Modified ROCB Rank of OCB 
 
 






Source Variable Function New Variable Label 
OCBb Rank ROCB Rank of OCB 
a. Mean rank of tied values is used for ties. 




  /OUTFILE=* MODE=ADDVARIABLES 
  /BREAK=KSEK 
  /ROCB_mean_1=MEAN(ROCB). 
COMPUTE KategoriSEK=ABS(ROCB_mean_1 - ROCB). 
EXECUTE. 
ONEWAY OCBksek BY KSEK 





















Active Dataset DataSet1 
Filter <none> 
Weight <none> 
Split File <none> 
N of Rows in Working Data File 466 
Missing Value Handling 
Definition of Missing 
User-defined missing values are 
treated as missing. 
Cases Used 
Statistics for each analysis are 
based on cases with no missing 
data for any variable in the 
analysis. 
Syntax 
ONEWAY OCBksek BY KSEK 
  /MISSING ANALYSIS. 
Resources 
Processor Time 00:00:00.02 
Elapsed Time 00:00:00.07 
 
 







 Sum of Squares df Mean Square F Sig. 
Between Groups 6377.559 1 6377.559 1.413 .235 
Within Groups 2093655.914 464 4512.189   










  FILE='C:\Users\asus\Dropbox\Data Analisis\Data Fieldwork PhD.sav'. 
DATASET NAME DataSet1 WINDOW=FRONT. 
 
SAVE OUTFILE='C:\Users\asus\Dropbox\Data Analisis\Data Ujian 
Levene.sav' 
  /COMPRESSED. 
RANK VARIABLES=OCB (A) 
  /RANK 
  /PRINT=YES 















Analisis\Data Ujian Levene.sav 
Active Dataset DataSet1 
Filter <none> 
Weight <none> 
Split File <none> 
N of Rows in Working Data File 466 
Missing Value Handling 
Definition of Missing 
User-defined missing values are 
treated as missing. 
Cases Used All non-missing data are used. 
Syntax 
RANK VARIABLES=OCB (A) 
  /RANK 
  /PRINT=YES 
  /TIES=MEAN. 
Resources 
Processor Time 00:00:00.00 
Elapsed Time 00:00:00.13 
Variables Created or Modified ROCB Rank of OCB 
 
 









Source Variable Function New Variable Label 
OCBb Rank ROCB Rank of OCB 
a. Mean rank of tied values is used for ties. 




  /OUTFILE=* MODE=ADDVARIABLES 
  /BREAK=KUTIPDATA 
  /ROCB_mean_1=MEAN(ROCB). 
COMPUTE ind_diff_mod=ABS(ROCB_mean_1 - ROCB). 
EXECUTE. 
ONEWAY ind_diff_mod BY KUTIPDATA 















Analisis\Data Ujian Levene.sav 
Active Dataset DataSet1 
Filter <none> 
Weight <none> 
Split File <none> 
N of Rows in Working Data File 466 
Missing Value Handling 
Definition of Missing 
User-defined missing values are 
treated as missing. 
Cases Used 
Statistics for each analysis are 
based on cases with no missing 
data for any variable in the 
analysis. 
Syntax 
ONEWAY ind_diff_mod BY 
KUTIPDATA 
  /MISSING ANALYSIS. 
Resources 
Processor Time 00:00:00.03 













 Sum of Squares df Mean Square F Sig. 
Between Groups 5685.059 1 5685.059 1.255 .263 
Within Groups 2101546.432 464 4529.195   





  FILE='C:\Users\asus\Dropbox\Data Analisis\Data Fieldwork PhD.sav'. 
DATASET NAME DataSet1 WINDOW=FRONT. 
 
SAVE OUTFILE='C:\Users\asus\Dropbox\Data Analisis\Data Ujian 
Levene_PSEK.sav' 
  /COMPRESSED. 
RANK VARIABLES=OCB (A) 
  /RANK 
  /PRINT=YES 

















Active Dataset DataSet1 
Filter <none> 
Weight <none> 
Split File <none> 





Missing Value Handling 
Definition of Missing 
User-defined missing values are 
treated as missing. 
Cases Used All non-missing data are used. 
Syntax 
RANK VARIABLES=OCB (A) 
  /RANK 
  /PRINT=YES 
  /TIES=MEAN. 
Resources 
Processor Time 00:00:00.00 
Elapsed Time 00:00:00.01 
Variables Created or Modified ROCB Rank of OCB 
 
 






Source Variable Function New Variable Label 
OCBb Rank ROCB Rank of OCB 
a. Mean rank of tied values is used for ties. 




  /OUTFILE=* MODE=ADDVARIABLES 
  /BREAK=PSEK 
  /ROCB_mean_1=MEAN(ROCB). 
COMPUTE OCBprogSEK=ABS(ROCB_mean_1 - ROCB). 
EXECUTE. 
ONEWAY OCBprogSEK BY PSEK 





















Active Dataset DataSet1 
Filter <none> 
Weight <none> 
Split File <none> 
N of Rows in Working Data File 466 
Missing Value Handling 
Definition of Missing 
User-defined missing values are 
treated as missing. 
Cases Used 
Statistics for each analysis are 
based on cases with no missing 
data for any variable in the 
analysis. 
Syntax 
ONEWAY OCBprogSEK BY 
PSEK 
  /MISSING ANALYSIS. 
Resources 
Processor Time 00:00:00.02 
Elapsed Time 00:00:00.01 
 
 







 Sum of Squares df Mean Square F Sig. 
Between Groups 6302.323 3 2100.774 .468 .704 
Within Groups 2072030.498 462 4484.914   







Lampiran F : Penilaian Model Pengukuran  
 
 













CSRBK 0.787 0.807 0.835 0.289 
INTLO 0.760 0.772 0.848 0.583 
K-SERV 0.840 0.844 0.880 0.512 
MBOL 0.743 0.743 0.854 0.660 
OCB 0.836 0.854 0.867 0.330 
PP 0.851 0.854 0.882 0.428 












  CSRBK INTLO K-SERV MBOL OCB PP SS 
INTLO1   0.751           
INTLO1 0.547             
INTLO2   0.777           
INTLO2 0.566             
INTLO3   0.682           
INTLO3 0.514             
INTLO4   0.837           
INTLO4 0.666             
MBOL1       0.805       
MBOL1 0.669             
MBOL2       0.822       
MBOL2 0.654             
MBOL3       0.810       
MBOL3 0.634             
OCB1         0.480     
OCB10         0.691     
OCB11         0.566     
OCB12         0.210     
OCB13         0.547     
OCB14         0.685     
OCB2         0.297     
OCB3         0.592     
OCB4         0.619     
OCB5         0.600     
OCB6         0.562     
OCB7         0.670     
OCB8         0.641     
OCB9         0.644     
PP1           0.612   
PP10           0.686   
PP2           0.650   
PP3           0.650   
PP4           0.649   
PP5           0.694   
PP6           0.540   
PP7           0.668   
PP8           0.646   
PP9           0.728   
SERV1     0.666         
SERV2     0.682         
SERV3     0.741         





SERV5     0.717         
SERV6     0.695         
SERV7     0.714         
SS1             0.634 
SS1 0.348             
SS2             0.733 
SS2 0.476             
SS3             0.601 
SS3 0.389             
SS4             0.609 
SS4 0.570             
SS5             0.530 
SS5 0.489             
SS6             0.481 

























CSRBK 0.788 0.805 0.837 0.308 
INTLO 0.760 0.771 0.848 0.583 
K-SERV 0.840 0.845 0.880 0.511 
MBOL 0.743 0.743 0.854 0.660 
OCB 0.846 0.850 0.877 0.394 
PP 0.851 0.854 0.882 0.428 
SS 0.628 0.620 0.767 0.398 
 
Outer Loadings 
  CSRBK INTLO K-SERV MBOL OCB PP SS 
INTLO1   0.753           
INTLO1 0.560             
INTLO2   0.778           
INTLO2 0.577             
INTLO3   0.681           
INTLO3 0.517             
INTLO4   0.836           
INTLO4 0.672             
MBOL1       0.806       
MBOL1 0.677             
MBOL2       0.824       
MBOL2 0.664             
MBOL3       0.808       
MBOL3 0.635             
OCB10         0.696     
OCB11         0.581     
OCB13         0.557     
OCB14         0.690     
OCB3         0.583     
OCB4         0.616     
OCB5         0.609     
OCB6         0.564     
OCB7         0.685     
OCB8         0.653     
OCB9         0.649     
PP1           0.610   
PP10           0.689   





PP3           0.650   
PP4           0.648   
PP5           0.692   
PP6           0.543   
PP7           0.669   
PP8           0.644   
PP9           0.729   
SERV1     0.668         
SERV2     0.680         
SERV3     0.742         
SERV4     0.786         
SERV5     0.714         
SERV6     0.696         
SERV7     0.713         
SS1             0.613 
SS1 0.326             
SS2             0.723 
SS2 0.458             
SS3             0.593 
SS3 0.374             
SS4             0.643 
SS4 0.574             
SS5             0.572 


















CSRBK 0.775 0.797 0.832 0.341 
INTLO 0.760 0.774 0.848 0.583 
K-SERV 0.840 0.845 0.880 0.512 
MBOL 0.743 0.744 0.854 0.660 
OCB 0.787 0.801 0.852 0.536 
PP 0.806 0.807 0.861 0.508 
SS 0.599 0.623 0.776 0.538 
 




Mean, STDEV, T-Values, P-Values    















0.776 0.775 0.033 23.840 0.000 
CSRBK -> 
MBOL 
0.837 0.837 0.018 46.859 0.000 
CSRBK -> 
OCB 
0.173 0.175 0.055 3.153 0.002 
CSRBK -> SS 0.633 0.636 0.035 18.246 0.000 
K-SERV -> 
CSRBK 
0.473 0.475 0.039 12.122 0.000 
K-SERV -> 
OCB 
0.092 0.091 0.054 1.706 0.088 
 
Average Variance Extracted (AVE) 
= (0.7762 + 0.6332 + 0.8372) / 3  








Kebolehpercayaan komposit (Pc) 
= (0.776 + 0.633 + 0.837)2 / [(0.776 + 0.633 + 0.837)2 + (1-0.7762) + (1-0.6332) + (1-
0.8372)]  
= 5.045 / (5.045 + 0.398 + 0.599 + 0.299) 
= 5.045 / 6.341 
= 0.796 
 
Latent Variable Correlations            
  CSRBK INTLO 
K-
SERV 
MBOL OCB PP SS 
CSRBK 1.000 0.776 0.611 0.837 0.422 0.527 0.633 
INTLO 0.776 1.000 0.316 0.440 0.170 0.410 0.230 
K-SERV 0.611 0.316 1.000 0.562 0.351 0.419 0.538 
MBOL 0.837 0.440 0.562 1.000 0.381 0.440 0.384 
OCB 0.422 0.170 0.351 0.381 1.000 0.495 0.450 
PP 0.527 0.410 0.419 0.440 0.495 1.000 0.329 
SS 0.633 0.230 0.538 0.384 0.450 0.329 1.000 
 
Cronbach’s α 
= [3 x (0.440 + 0.230 + 0.384) / 3] / [1 + (3 – 1) x (0.440 + 0.230 + 0.384) / 3]  
= (3 x 0.351) / [1 + 2(0.351)] 




  CSRBK INTLO K-SERV MBOL OCB PP SS 
INTLO1   0.759           
INTLO1 0.586             
INTLO2   0.777           
INTLO2 0.581             
INTLO3   0.671           
INTLO3 0.499             
INTLO4   0.839           





MBOL1       0.811       
MBOL1 0.714             
MBOL2       0.821       
MBOL2 0.676             
MBOL3       0.806       
MBOL3 0.647             
OCB10         0.775     
OCB14         0.741     
OCB7         0.724     
OCB8         0.674     
OCB9         0.741     
PP10           0.756   
PP2           0.682   
PP4           0.662   
PP5           0.684   
PP7           0.716   
PP9           0.770   
SERV1     0.661         
SERV2     0.681         
SERV3     0.738         
SERV4     0.788         
SERV5     0.717         
SERV6     0.698         
SERV7     0.717         
SS1             0.653 
SS1 0.297             
SS2             0.744 
SS2 0.422             
SS4             0.795 
















Criterion        
        
  CSRBK INTLO K-SERV MBOL OCB PP SS 
CSRBK 0.584             
INTLO 0.776 0.764           
K-SERV 0.611 0.316 0.715         
MBOL 0.837 0.440 0.562 0.813       
OCB 0.422 0.170 0.351 0.381 0.732     
PP 0.527 0.410 0.419 0.440 0.495 0.713   
SS 0.633 0.230 0.538 0.384 0.450 0.329 0.733 
        
        
Cross 
Loadings        
        
  CSRBK INTLO K-SERV MBOL OCB PP SS 
INTLO1 0.586 0.759 0.239 0.359 0.109 0.355 0.123 
INTLO1 0.586 0.759 0.239 0.359 0.109 0.355 0.123 
INTLO2 0.581 0.777 0.238 0.312 0.127 0.299 0.158 
INTLO2 0.581 0.777 0.238 0.312 0.127 0.299 0.158 
INTLO3 0.499 0.671 0.157 0.248 0.107 0.204 0.175 
INTLO3 0.499 0.671 0.157 0.248 0.107 0.204 0.175 
INTLO4 0.689 0.839 0.312 0.408 0.170 0.373 0.241 
INTLO4 0.689 0.839 0.312 0.408 0.170 0.373 0.241 
MBOL1 0.714 0.408 0.509 0.811 0.313 0.422 0.338 
MBOL1 0.714 0.408 0.509 0.811 0.313 0.422 0.338 
MBOL2 0.676 0.347 0.484 0.821 0.350 0.365 0.296 
MBOL2 0.676 0.347 0.484 0.821 0.350 0.365 0.296 
MBOL3 0.647 0.314 0.369 0.806 0.265 0.278 0.301 
MBOL3 0.647 0.314 0.369 0.806 0.265 0.278 0.301 
OCB10 0.225 0.019 0.238 0.228 0.775 0.332 0.305 
OCB14 0.451 0.287 0.310 0.382 0.741 0.468 0.368 
OCB7 0.265 0.021 0.254 0.262 0.724 0.261 0.375 
OCB8 0.274 0.138 0.273 0.215 0.674 0.346 0.307 
OCB9 0.248 0.061 0.173 0.257 0.741 0.340 0.274 
PP10 0.380 0.326 0.285 0.339 0.307 0.756 0.162 
PP2 0.442 0.336 0.353 0.416 0.371 0.682 0.217 
PP4 0.348 0.244 0.256 0.272 0.339 0.662 0.286 
PP5 0.345 0.253 0.312 0.229 0.356 0.684 0.326 
PP7 0.355 0.308 0.234 0.308 0.308 0.716 0.156 
PP9 0.368 0.277 0.334 0.300 0.419 0.770 0.256 
SERV1 0.407 0.174 0.661 0.388 0.270 0.235 0.391 





SERV3 0.464 0.170 0.738 0.496 0.298 0.309 0.402 
SERV4 0.504 0.294 0.788 0.439 0.260 0.355 0.432 
SERV5 0.401 0.179 0.717 0.349 0.301 0.375 0.425 
SERV6 0.418 0.267 0.698 0.407 0.128 0.180 0.260 
SERV7 0.463 0.311 0.717 0.381 0.258 0.316 0.368 
SS1 0.297 0.055 0.172 0.104 0.336 0.217 0.653 
SS1 0.297 0.055 0.172 0.104 0.336 0.217 0.653 
SS2 0.422 0.182 0.224 0.182 0.357 0.229 0.744 
SS2 0.422 0.182 0.224 0.182 0.357 0.229 0.744 
SS4 0.597 0.223 0.641 0.452 0.322 0.272 0.795 
SS4 0.597 0.223 0.641 0.452 0.322 0.272 0.795 
        




(HTMT)        
        
  CSRBK INTLO K-SERV MBOL OCB PP SS 
CSRBK               
INTLO 1.034             
K-SERV 0.717 0.387           
MBOL 1.030 0.576 0.705         
OCB 0.526 0.203 0.412 0.476       
PP 0.660 0.515 0.500 0.560 0.593     
SS 0.937 0.307 0.651 0.495 0.652 0.463   
 
Heterotrait-Monotrait Ratio (HTMT) 
Confidence Intervals 
  




Sample Mean (M) 2.5% 97.5% 
INTLO -> CSRBK 1.034 1.037 0.994 1.080 
K-SERV -> CSRBK 0.717 0.717 0.651 0.783 
K-SERV -> INTLO 0.387 0.390 0.286 0.495 
MBOL -> CSRBK 1.030 1.028 0.983 1.076 
MBOL -> INTLO 0.576 0.578 0.463 0.684 
MBOL -> K-SERV 0.705 0.704 0.618 0.788 
OCB -> CSRBK 0.526 0.535 0.457 0.611 
OCB -> INTLO 0.203 0.223 0.156 0.302 





OCB -> MBOL 0.476 0.476 0.370 0.577 
PP -> CSRBK 0.660 0.659 0.568 0.743 
PP -> INTLO 0.515 0.516 0.401 0.621 
PP -> K-SERV 0.500 0.500 0.401 0.592 
PP -> MBOL 0.560 0.561 0.451 0.663 
PP -> OCB 0.593 0.594 0.501 0.684 
SS -> CSRBK 0.937 0.944 0.882 1.013 
SS -> INTLO 0.307 0.325 0.220 0.440 
SS -> K-SERV 0.651 0.657 0.566 0.750 
SS -> MBOL 0.495 0.499 0.380 0.622 
SS -> OCB 0.652 0.652 0.543 0.756 






Lampiran G : Ujian Kekolinearan 
Inner VIF 
Values        
        
  CSRBK INTLO K-SERV MBOL OCB PP SS 
CSRBK   1.000   1.000 1.859   1.000 
INTLO               
K-SERV 1.213       1.630     
MBOL               
OCB               
PP 1.213       1.414     






























CSRBK -> INTLO 0.776 0.775 0.033 23.840 0.000 
CSRBK -> MBOL 0.837 0.837 0.018 46.859 0.000 
CSRBK -> OCB 0.173 0.175 0.055 3.153 0.002 
CSRBK -> SS 0.633 0.636 0.035 18.246 0.000 
K-SERV -> CSRBK 0.473 0.475 0.039 12.122 0.000 
K-SERV -> OCB 0.092 0.091 0.054 1.706 0.088 
PP -> CSRBK 0.328 0.330 0.041 7.963 0.000 
PP -> OCB 0.365 0.368 0.047 7.756 0.000 
 
Confidence Intervals     







CSRBK -> INTLO 0.776 0.775 0.703 0.831 
CSRBK -> MBOL 0.837 0.837 0.799 0.870 
CSRBK -> OCB 0.173 0.175 0.066 0.279 
CSRBK -> SS 0.633 0.636 0.563 0.699 









PP -> CSRBK 0.328 0.330 0.248 0.411 




Values, P-Values      















CSRBK -> INTLO 0.776 0.775 0.033 23.840 0.000 
CSRBK -> MBOL 0.837 0.837 0.018 46.859 0.000 
CSRBK -> OCB 0.173 0.175 0.055 3.153 0.002 
CSRBK -> SS 0.633 0.636 0.035 18.246 0.000 
K-SERV -> CSRBK 0.473 0.475 0.039 12.122 0.000 
K-SERV -> INTLO 0.368 0.368 0.031 11.824 0.000 
K-SERV -> MBOL 0.396 0.397 0.036 11.076 0.000 
K-SERV -> OCB 0.174 0.174 0.047 3.690 0.000 
K-SERV -> SS 0.300 0.303 0.034 8.814 0.000 
PP -> CSRBK 0.328 0.330 0.041 7.963 0.000 
PP -> INTLO 0.255 0.256 0.036 7.083 0.000 
PP -> MBOL 0.275 0.276 0.034 8.033 0.000 
PP -> OCB 0.422 0.426 0.042 10.103 0.000 
PP -> SS 0.208 0.210 0.027 7.680 0.000 
 
Confidence Intervals     







CSRBK -> INTLO 0.776 0.775 0.703 0.831 
CSRBK -> MBOL 0.837 0.837 0.799 0.870 
CSRBK -> OCB 0.173 0.175 0.066 0.279 
CSRBK -> SS 0.633 0.636 0.563 0.699 
K-SERV -> CSRBK 0.473 0.475 0.396 0.551 
K-SERV -> INTLO 0.368 0.368 0.306 0.429 
K-SERV -> MBOL 0.396 0.397 0.325 0.467 
K-SERV -> OCB 0.174 0.174 0.081 0.264 
K-SERV -> SS 0.300 0.303 0.236 0.368 
PP -> CSRBK 0.328 0.330 0.248 0.411 
PP -> INTLO 0.255 0.256 0.186 0.326 
PP -> MBOL 0.275 0.276 0.209 0.343 
PP -> OCB 0.422 0.426 0.343 0.508 






R Square Adjusted 
  R Square 
R Square 
Adjusted 
CSRBK 0.462 0.460 
INTLO 0.603 0.602 
MBOL 0.701 0.700 
OCB 0.286 0.281 
SS 0.401 0.400 
 
f Square 
  CSRBK INTLO 
K-
SERV 
MBOL OCB PP SS 
CSRBK   1.518   2.341 0.023   0.669 
INTLO               
K-SERV 0.343       0.007     
MBOL               
OCB               
PP 0.165       0.132     
SS               
 
Prosedur blindfolding 
Construct Crossvalidated Redundancy 
Total 
  SSO SSE Q² (=1-SSE/SSO) 
CSRBK 4,660.000 4,000.004 0.142 
INTLO 1,864.000 1,245.743 0.332 
K-SERV 3,262.000 3,262.000   
MBOL 1,398.000 785.698 0.438 
OCB 2,330.000 2,022.598 0.132 
PP 2,796.000 2,796.000   








Construct Crossvalidated Redundancy 
Total 
  SSO SSE 
Q² (=1-
SSE/SSO) 
CSRBK 4,660.000 4,253.940 0.087 
INTLO 1,864.000 1,221.057 0.345 
MBOL 1,398.000 798.015 0.429 
OCB 2,330.000 2,028.949 0.129 
PP 2,796.000 2,796.000   
SS 1,398.000 1,135.279 0.188 
 
q2 =  Q2included – Q2excluded 
1 – Q2included 
Pemboleh ubah pendam CSRBK: 
q2 = (0.142 - 0.087) / (1 - 0.142) = 0.055 / 0.858 = 0.064 
Pemboleh ubah pendam OCB: 







Construct Crossvalidated Redundancy 
Total 
  SSO SSE Q² (=1-SSE/SSO) 
CSRBK 4,660.000 4,131.319 0.113 
INTLO 1,864.000 1,254.040 0.327 
K-SERV 3,262.000 3,262.000   
MBOL 1,398.000 783.130 0.440 
OCB 2,330.000 2,125.832 0.088 
SS 1,398.000 1,122.451 0.197 
 
Pemboleh ubah pendam CSRBK: 
q2 = (0.142 - 0.113) / (1 - 0.142) = 0.029 / 0.858 = 0.034 
Pemboleh ubah pendam OCB: 







Construct Crossvalidated Redundancy 
Total 
  SSO SSE 
Q² (=1-
SSE/SSO) 
K-SERV 3,262.000 3,262.000   
OCB 2,330.000 2,033.700 0.127 
PP 2,796.000 2,796.000   
 
Pemboleh ubah pendam OCB: 













Specific Indirect Effects 
Mean, STDEV, T-Values, P-Values 
   














K-SERV -> CSRBK -> 
INTLO 
0.368 0.368 0.031 11.824 0.000 
PP -> CSRBK -> INTLO 0.255 0.256 0.036 7.083 0.000 
K-SERV -> CSRBK -> 
MBOL 
0.396 0.397 0.036 11.076 0.000 
PP -> CSRBK -> MBOL 0.275 0.276 0.034 8.033 0.000 
K-SERV -> CSRBK -> 
OCB 
0.082 0.083 0.028 2.948 0.003 
PP -> CSRBK -> OCB 0.057 0.058 0.019 2.953 0.003 
K-SERV -> CSRBK -> 
SS 
0.300 0.303 0.034 8.814 0.000 
PP -> CSRBK -> SS 0.208 0.210 0.027 7.680 0.000 
      
 
Confidence Intervals     








K-SERV -> CSRBK -> INTLO 0.368 0.368 0.306 0.429 
PP -> CSRBK -> INTLO 0.255 0.256 0.186 0.326 
K-SERV -> CSRBK -> MBOL 0.396 0.397 0.325 0.467 
PP -> CSRBK -> MBOL 0.275 0.276 0.209 0.343 
K-SERV -> CSRBK -> OCB 0.082 0.083 0.031 0.138 
PP -> CSRBK -> OCB 0.057 0.058 0.022 0.097 
K-SERV -> CSRBK -> SS 0.300 0.303 0.236 0.368 
PP -> CSRBK -> SS 0.208 0.210 0.158 0.264 
 
